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Man is the most critical and important part of Call center with “labor-intensive” as 
the typical characteristic.Especially, the employee, who has the rich industry experience,  
is the most valuable wealth for Call Center. But nowadays, severe talent-shortage, 
difficulty recruiment for qualified staff and serious staff-turnover have become the main 
barriers for the rapid and steady development of Call-center Industry. In the last five 
years,Customer Service Center, ZA company’s core sector,  with the continuous 
expansion of the scale of opertation, has faced the shortage of front-line customer service 
staff and the staff-turnover rate far higer than the industry warning line. High 
staff-turnover has not only caused great waste of company's man cost and resources, but 
also brought enormous negative esffcts on service quality which is the lifeline to the 
Customer Service Center. 
On account of a large number of staff-turnover of the Customer Service Ccnter of ZA 
company, the paper,applying comprehensively the related staff-turnover， ESD theory and 
model, using the methods of statistical analysis and questionnaire analysis, being 
combined with the present situation of staff status and staff-turnover, study and analysis 
the results of  employee-exit interview, telephone return-visit for terminated emloyees 
and the on-the-job employee satisfaction survey to tease out the biggest reason why staff 
leave and find out defects of mangement, including: (1) the wrong attitude towards 
staff-turnover; (2) the shortcomings of recruitment: the negetive effcts of the lack of 
professional recruitment process, imperfect recruitment evaluation system and paying 
excessive attention to quantity on recruitment quality; (3) the shortcoming of training: 
team leader lacking the capacity of training and coach, staff training not meeting with 
personal career development and the lack of a sound mechanism for training evaluation; (4) 
the career planning based on “bureaucrat standard  restricts the development of staff and 
company; (5)the conflicts mainly between Telephone Sales Center and Customer Service 
Centerbetween, and, between QC department and Customer Service Center; (6) the 
limitations of traditional staff-turnover management.  
Then, the paper formulaters countermeasures to alleviate the huge number of staff 
turnover from two aspects of company and staff: (1) to establish a right attitude toward 















improving training system to meet with the needs of personal career development; (4) to 
establish a good inerdepartment communication mechanism; (5) to improve the speciality 
of staff-turnover management. It is hoping to ameliorate the operation and management of 
ZA company by these countermeasures to improve the satisfaction and cohesion of staff, 
reduce the losses beacause of staff-turnover and ensure the sustainable,quickly and stable 
development of ZA company. 
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第一章 绪论        










































组织名称 公司性质 发展阶段 流失人数 流失率 年末人数 
ZA 公司客服中心 合资 成长 611 37.97% 998 
某教育培训中心 合资 成长 167 40.53% 245 
X国际上海营销中心 合资 成长 537 46.66% 614 
某航空公司呼叫中心 国有 成长 126 40.51% 185 
某航空港呼叫中心 国有 较成熟 47 27.49% 124 
上海 Y国际产业集团呼叫中心 合资 成长 138 32.86% 282 
上海某二手汽车交易市场 民营 成长 53 29.28% 128 
某地12315消费权益保护服务台 事业单位 成熟 2 3.28% 59 





























































                            图1-1 呼叫中心产业发展阶段 










TSP 的呼叫中心。   
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